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IN THE MATTER OF THE JOINT 
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DIVISION OF CITIZENS UTILITIES 
COMPANY; MOHAVE WATER DIVISION 
OF CITIZENS UTILITIES COMPANY; SUN 
CITY WATER COMPANY; SUN CITY 
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UTILITIES COMPANY; CITIZENS WATER 
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ARIZONA-AMERICAN WAT 
COMPANY AND FOR CERTAIN RELAT 
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DOCKET NOS. W-01032A-00-0192 
W-01032B-00-0192 
W-01032C-00-0192 
S-02276A-00-0192 
WS-02334A-00-0192 
WS-03454A-00-0192 
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COMPLIANCE WITH DECISION NO. 63584 

Adma Corporation Commis$;on 
DOCKETE 

FEB 2 0 2003 

INTRODUCTION 

In Decision No. 635 84 (“Decision”), the Arizona Corporation Commission 

(“Commission”) allowed for the sale of Arizona-based water and wastewater assets ii-om 

Citizens Communications Company (“CUC”) to Arizona-American Water Company (“Arizona- 

American”). The transaction closing date was January 15,2002. One condition contained in the 

Decision requires Arizona-American to file a report outlining a comparison of the total number 

of customer complaints received by the Commission for utility operations under both CUC and 

Arizona-American for the year prior to and after the transaction closing date. 
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The report is also required to provide an explanation of any s,gnificant changes on the 

number and importance of customer complaints received between the two comparative periods. 

This compliance filing is intended to fulfill the reporting requirements set forth in the Decision. 

FINDINGS AND ANALYSIS 

This analysis compares the number of complaints received by the Commission during 

January 15, 2001 through January 14, 2002 (Period 1) with those received by the Commission 

during January 15, 2002 through January 14, 2003 (Period 2). Additionally, this report further 

breaks down the complaints received by the Commission during Period 2 in order to analyze 

their nature, and explain why changes in their number has occurred. 

During Period 1, there were a total of six (6) customer complaints against Citizens Utility 

Company filed with the Commission. There were also two (2) customer complaints filed in 

January 2002 in connection with then existing Paradise Valley Water Company (Arizona- 

American) operations. These were the only customer complaints filed for the Paradise Valley 

operations during that one-year interval. The total number of customers as of January 15, 2002 

(end of Period 1) for these combined systems was 112,918 watedwastewater customers. 

During Period 2, there were a total of forty-eight (48) customer complaints filed with the 

Commission out of a total of ninety-seven (97) inquiries for the combined operations under 

Arizona-American. The total number of customers as of January 15, 2003 was 116,792 

watedwastewater customers. 

During Period 2, a number of significant business changes occurred that Arizona- 

American believes directly contributed to the increase in customer complaints after January 15, 

2002. The two most notable changes included a conversion of the company’s customer 

information system (CIS) software, and the transition of certain customer service tasks from the 

local operating company to a nationalIy centralized customer service center under the American 

Water Works Company (“AWW”) umbrella. 

However, of the 48 total complaints and 49 other inquiries received by the Commission 
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during Period 2, Arizona-American received no complaints about meter leaks, ine pressure or 

water quality. See attached Exhibit 1. In fact, the majority of complaints involved such issues as 

disputed bills, high estimates and billing errors. While Arizona-American recognizes that such 

administrative errors are important to correct, the Company submits that the rise in the number of 

complaints received by the Commission during Period 2 does not suggest any increase in 

operational deficiencies, or pose a threat to the health and safety of customers. 

Customer Information Software 

The first change affecting the number of complaints involved standardizing and 

upgrading the billing and customer service support software for all of Arizona-American’s 

operation within the state. Prior to the transaction closing date, both Paradise Valley and CUC 

had been using different customer billing and information systems provided by vendors Data 

General and Banner, respectively. The former CUC companies converted to a new customer 

information system, known as ORCOM, on January 15, 2002. The former Paradise Valley 

Water Company operations were converted on April 1, 2002. These changes were necessary in 

order to integrate all Arizona-American customers into one CIS, allowing for increased 

operational efficiencies and an improved bill format that provides additional information to the 

customer. Further, this effort was undertaken in order to eliminate the duplicative costs which 

would have resulted had Arizona-American chose to continue supporting two independent CIS in 

Arizona. 

While integrating this new CIS software into the former CUC system took some effort, 

Arizona-American is continually working on its CIS software system to improve its 

responsiveness to customers. In many instances during Period 2, billing errors or other 

complaints were resolved to the customer’s satisfaction. See attached Exhibit 2. 

National Call Center 

The second significant change during Period 2 was the transition of certain customer 

service tasks from Arizona-American to a nationally centralized service center. The business 

1388569. U73244.021 - 3 -  



1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 

26 

mrpose was to capture the economies of scale in support of like functions for American Water 

Works subsidiaries, after cost-benefits had been identified. Located in Alton, Illinois, the new 

Clustomer Service Center (CSC) handles billing, collections and service requests for many of 

4merican Water Works’ subsidiaries. The CSC commenced operations on April 21, 2001, 

ntegrating the conversions for Arizona-American’s CIS on January 15,2002 (CUC) and April 1, 

ZOO2 (Paradise Valley). The CSC is now operational on a 24-hour basis, and is staffed by 

x-ofessional customer service representatives familiar with water and wastewater system issues. 

As evidenced by the attached two Exhibits, many of the complaints or inquiries received 

~y the Commission were of an administrative nature, which allowed the Company to target 

specific areas for improvement. Arizona-American is continuing to work with the CSC to 

mprove the quality of service for its Arizona customers. 

CONCLUSION 

Although the number of complaints for 2002 represent a very small percentage of 

4rizona-American’s total customer base for 2002, Arizona-American and CSC personnel are 

vvorking cooperatively on a forward-going basis to improve customer service and reduce the 

lumber of complaints from Arizona customers. Arizona-American is also taking a proactive 

zpproach in looking at its regional customer service practices, and reviewing procedures to 

increase its ability to meet customer needs and expectations. Finally, although the number of 

:omplaints received by the Commission has risen between Periods 1 and 2, their nature does not 

illustrate any risk to the health and safety of customers - issues about which Arizona-American 

received no complaints during Period 2 under the combined operations of the Company. 

Arizona-American respectfully submits that it has complied with the obligation set forth 

in the Decision. 

1388569.1173244.021 - 4 -  
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RESPECTFULLY SUBMITTED this 20 h a y  of February, 2003. 

FENNEMORE CRAIG 

A 

, -  I 

NormanD. James ( 1 
Jay L. Shapiro W 
Attorney for Arizona-American Water Company 

ORIGINAL and 13 copies were filed this 
=day of February, 2003, with: 

Docket Control 
Arizona Corporation Commission 
1200 West Washington 
Phoenix, Arizona 85007 

COPY hand-delivered this 
m a y  of February, 2003, to: 

Lyn Farmer 
Chief Administrative Law Judge 
Hearing Division 
Arizona Corporation Commission 
1200 West Washington 
Phoenix, Arizona 85007 

Ernest Johns on 
Utilities Division 
Arizona Corporation Commission 
1200 West Washington 
Phoenix, Arizona 85007 

Chris Kempley, Chief Counsel 
Legal Division 
Arizona Corporation Commission 
1200 West Washington 
Phoenix, Arizona 85007 
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Patrick Williams 
Zompliance Manager 
4rizona Corporation Commission 
1200 West Washington 
Phoenix, Arizona 85007 

By: 
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